
Cheat Sheet: 
Customer Service: Inside Hire Vs. 

Outsourced Resource Decision Grid



When you're ready to implement customer service activities, you'll have to 
decide whether to hire direct employees or to leverage an outsourced support 
vendor. 

Companies just starting out often leverage a virtual receptionist to make sure 
the phones get answered. As they grow, they may outsource all aspects of 
customer service while others may choose to keep all activities in-house. 
There are benefits to each.

The following “Inside versus Outsourced” decision grid compares and 
contrasts the key strengths and weaknesses of both options. Ultimately it 
depends on your priorities, as either of the following may be right for your 
organization. 

Directions: In each row, put a check next to the “Best Bet” column next to the 
column with the description that fits your need. This should highlight where 
you need to focus and the direction you should go!
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